When American Express launched its Indian rupee card, the operations at its Indian division were revealing. The company found that the cost per transaction from India was significantly lower than those of the more advanced markets and that the quality of the output was also significantly superior. According to Raman Roy, touted as the father of the Indian outsourcing industry, who was in charge of the operations, 'The real gains were greater because of our execution efficiency, the number of first-call resolutions of customer problems, and the ease with which we resolved the issues (which was purely a function of our more qualified and better educated staff)' (Knowledge@ Wharton, 2003). Realising the substantial advantages of the Indian operations, John McDonald, the controller at American Express, soon added more responsibilities and the Indian unit became a key part of American Express' global operations. Overcoming a number of technological hurdles, Raman Roy, in charge of the Indian unit, was able to show superior work and also the resultant cost savings that were possible.
lower cost destinations. Other macroeconomic factors too affected this industry. In the wake of these challenges it remained to be seen how the future of the offshoring industry in India would evolve.
In the early 1980s, British Airways and other global airlines started conducting back-office operations in New Delhi. This was soon followed by firms like American Express that consolidated regional back-office operations in India. In 1985, Texas Instruments set up the first multinational technical design centre in Bangalore. Companies like General Electric (GE) took the lead and thus was born the offshoring story. By the late 1990s, the Y2K syndrome and the Internet boom drove up demand for IT services. During the same time, the increased investment in fibre optic infrastructure helped improve communications quality, and drive down the cost of communication. Ironically, the telecom and Internet bust in 2001-3 also drove growth in offshoring to India. Over the years, Western firms were looking to cut costs, and offshoring to India was a great cost-saving opportunity. One of the pioneers in India's offshoring boom was GE, which has been lauded for triggering the growth of the offshore outsourcing industry in India. 'GE has helped seed the growth of the entire Indian software services and BPO industry,' noted Mohan Sekhar, former chief delivery officer for iGate (De & Das, 2006) .
General Electric (GE)

The GECIS experience
It was in September 1989 that Jack Welch the then Chairman of GE, flew to India hoping to sell products such as airplane engines, plastics and medical equipment to the Indian Government. During a breakfast meeting with top government advisers, including Sam Pitroda, the chief technology adviser to the late Indian Premier Rajiv Gandhi, and Jairam Ramesh, a senior economic adviser to India's ruling Congress party, it was Welch who got pitched. 'We want to sell you software,' Pitroda told a surprised Welch, explaining further that India needed business for its emerging high-tech sector. 'If I kiss your cheek, what do I get in return?' questioned the GE chairman, not sensing the outsourcing opportunity that he was about to discover (Solomon & Kranhold, 2005 
